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Quality Management 

Objectives

� Safeguarding the health, safety, and rights of consumers

� Supporting the achievement of desired outcomes and 
satisfaction for consumers

� Ensuring fair access to services, especially for those 
most in need

� Ensuring the integrity, effectiveness, and continuous 
improvement of services

� Ensuring compliance with basic state and federal 
requirements and standards

� Evaluating the system reform implementation process

(from State Plan 2005: Blueprint for Change – July 1, 2005)

http://www.dhhs.state.nc.us/mhddsas/stateplanimplementation/stateplan05-06-
30-05.pdf
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Quality Management Reports

� LME Performance Contract Quarterly Report

� NC-TOPPS Performance Outcomes Reports 

� North Carolina Core Indictors Project Report 

� Quarterly Incident Reports

� Consumer Satisfaction Report (Annual)

� Accountability Team Audit Reports

� Other Special Studies and Reports
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LME Performance Contract

Quarterly Report
� Provides a quarterly 

assessment of LME 

performance in 31 areas of 

operation and services

� Available on Division web 

site at: 

http://www.dhhs.state.nc.us/

mhddsas/performanceagree

ment/pc-sfy06report-Q2.pdf
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LME Performance Contract 

Measurement Domains

� General administration and governance.

� Access, triage and referral.

� Service management.

� Provider relations and support.

� Customer services and consumer rights.

� Quality management and outcomes evaluation.

� Business management and accounting.

� Information management, analysis and reporting.
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LME Performance Contract:
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NC-TOPPS and SAMHSA National 

Outcome Measures (NOMS)

� Provides regular consumer 

outcomes reports for 

Substance Abuse and 

Mental Health by specialty 

population, provider, and 

LME

� Annual reports available on 

the web at: http://www.ndri-

nc.org/nctopps0405/Statewi

de0405.pdf
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Data Sources for MH/SA MeasuresData Sources for MH/SA Measures
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NC-TOPPS Outcomes: 
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Substance Use in the Year Prior to Treatment 

and the 3rd Month of Treatment
In-Person Interview Items
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SAT-NOMS Website: Abstinence
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SAT-NOMS Website: Arrests
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North Carolina

Core Indicators Project - 1

Annual Survey of DD Consumers

� Survey of Consumer Outcomes

� Employment 

� Community Inclusion

� Choice and Decision-making

� Relationships

� System Performance

� Service Coordination 

� Utilization, Access 

� Financial Level of Effort
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North Carolina

Core Indicators Project - 2 

� Family Indicators

� Information and Planning

� Choice & Control

� Access & Support Delivery

� Community Connections

� Family Involvement

� Satisfaction

� Family Outcomes
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Core Indicators Project 

Quality of Life Scale Scores
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Quarterly Reports on Level 2

and 3 Incidents in LMEs

� Provides a quarterly 

assessment of LME 

monitoring of incidents 

� Available on Division 

web site at:

http://www.dhhs.state.n

c.us/mhddsas/manuals/

reports/criticalincidentsf

y06-2ndqtreport.pdf
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Incident Reporting Categories

� Number and Percentage of Providers Submitting Reports 

� Number of Incidents Reported

� Deaths Reported by Cause of Death

� Restrictive Interventions (Use of Physical Restraint, 
Isolation, and Seclusion)

� Consumer Injuries Requiring Treatment by a Licensed 
Health Professional

� Allegations of Abuse, Neglect, or Exploitation

� Medication Errors

� Consumer Behavior

� Other Incidents (Suspension, Expulsion, Unplanned 
Absence Over 3 Hours, Fire)
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Incident Reporting
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Consumer Satisfaction

Report for Area Program

(Annual Report)
� Provides a quarterly 

assessment of LME 

performance in 31 areas of 

care and service

� Available on Division web 

site at: 

http://www.dhhs.state.nc.us/

mhddsas/manuals/reports/c

onsumersatis/css2003repor

t.pdf



NCDMHDDSAS     4/12/06 20

Consumer Satisfaction Survey 

Domains

� Overall Satisfaction

� Access to Services

� Participation in Treatment

� Appropriateness of Services

� Self-Assessment of Outcomes

� Cultural Sensitivity of Staff
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Consumer Satisfaction
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Annual Performance

Audit Reports

� Performance Agreement System Review

http://www.ncdmh.net/auditreports/ 
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For Further Information

� Flo Stein, Chief of Community Policy Management 
Section, at 919-733-4670 or Flo.Stein@ncmail.net

� Spencer Clark, Director of Operations and Clinical 
Services, at 919-733-4670 or Spencer.Clark@ncmail.net

� Dr. Shealy Thompson, Quality Management Team 
Leader, at 919-733-0696 or 
Shealy.Thompson@ncmail.nethttp://www.ndri-
nc.org/nctopps0405/Statewide0405.pdf

Division web sites:
� http://www.dhhs.state.nc.us/mhddsas/

� http://www.ndri-nc.org/nctopps0405/Statewide0405.pdf


